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- The MAILING DATE of this communication appears on the cover sheet with the correspondence address- 
Mi claims being allowable, PROSECUTION ON THE MERITS IS (OR REMAINS) CLOSED in this application. If not included 
herewith (or previously mailed), a Notice of Allowance (PTOL-85) or other appropriate communication will be mailed in due course. THIS 
NOTICE OF ALLOWABILITY IS NOT A GRANT OF PATENT RIGHTS. This application is subject to withdrawal from issue at the initiative 
of the Office or upon petition by the applicant. See 37 CFR 1.313 and MPEP 1308. 

1 . |3 This communication is responsive to 10/13/2004 . 

2. £3 The allowed claim(s) is/are 16-25.27-36 and 38-41 . 

3. ^ The drawings filed on 02 August 1999 are accepted by the Examiner. 

4. □ Acknowledgment is made of a claim for foreign priority under 35 U.S.C. § 119(a)-(d) or (f). 

a) □ All b) □ Some* c) □ None of the: 

1. □ Certified copies of the priority documents have been received. 

2. □ Certified copies of the priority documents have been received in Application No. . 

3. □ Copies of the certified copies of the priority documents have been received in this national stage application from the 

International Bureau (PCT Rule 17.2(a)). 
* Certified copies not received: . 

Applicant has THREE MONTHS FROM THE "MAILING DATE" of this communication to file a reply complying with the requirements 
noted below. Failure to timely comply will result in ABANDONMENT of this application. 
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(a) □ including changes required by the Notice of Draftsperson's Patent Drawing Review ( PTO-948) attached 
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Paper No./Mail Date . 
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DETAILED ACTION 

Allowable Subject Matter 

1 . Claims 16-25, 27-36 and 38-41 are allowed. 

The following is a statement of reasons for the indication of allowable subject 
matter. 

Independent claims 16 and 29 disclose a system and method for monitoring a 
telephone call. If the system detects a predetermined condition, including a 
predetermined utterance, a predetermined keyed entry and a predetermined change in 
a qualitative aspect of a spoken portion of a telephone call, then requests feedback form 
a customer. 

The prior art issued to Shaffer (US 6,363,145) teaches monitoring a telephone 
call in a call center. If a predetermined condition, such yelling, voice pitch, and silence 
interval, is detected, the telephone call is transferred to a supervisor. Shaffer fails to 
teach monitoring a keyed entry from a customer. Since a customer is on the telephone 
with an agent, there is no motivation to monitor a keyed entry for transferring the 
customer to a supervisor. 

Conclusion 

2. Any inquiry concerning this communication or earlier communication from the 
examiner should be directed to Simon Sing whose telephone number is (703) 305-3221 . 
The examiner can normally be reached on Monday - Friday from 8:30 AM to 5:30 PM. 



Application/Control Number: 09/366,114 



Page 3 



Art Unit: 2645 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Fan Tsang, can be reached at (703) 305-4895. The fax phone number for 
the organization where this application or proceeding is assigned is (703) 872-9306. 
Any inquiry of a general nature or relating to the status of this application or proceeding 
should be directed to the receptionist whose telephone number is (703) 305-4750. 
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